16. 


aire 


18. 


19; 


20. 


SECTION C — (3 x 10 = 30 marks) 


Answer any THREE questions. 


Explain the different methods of classification of 


services. 


Geeneusdr MOSM ge LUÒGA  apenmsenar 
Mors es. 


Explain the different types of factors affecting 
pricing decisions. 


Ama  Qpig.ajsenor ums uday srrafser 
NS. 


Distinction between external marketing and 
internal marketing in service marketing. 

Gema shongtiun@sscdd Aaa SHOSUUOSHISO 
ppb adr shasi@sgisa ET a 
GCainun@adt 555. 


Explain the SERVQUAL model. How is it used by 
services marketers, 


Gsenai 87 wordi Mars Ss. Gawa 
Adumanis Q5 riung LUWETUGSSUUOS ogy? 


Explain the different types of users of the tourism 
services. 


Shneor Gsmaisailer 


udGainy 
Uwentsener Mamás. 


umaura 
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CECM64C — SERVICE MARKETING 


Maximum : 75 marks 


} SECTION A — (10 x 2 = 20 marks) 


Answer ALL questions. 


What is service marketing? 
Gama F MALLUS rimni cere? 


What is service encounter? 

Gama sA cenpme rire? 

What do you mean by Marketing Mix? 

s ws LHA asd sama ubh fir aNu carer? 
What is service promotion? 

Gawa am&@eMtiyy crema erien? 

Explair capacity planning. 

oi A ALMA ame. 

Narrate Triage marketing. 


YSCarar mE eHosiuGssso TAD re? 


What is quality. of service? 
Gema Sh aenpne crater? 
4666 


10. 


11. 


12. 


Define customer service. 
geiGant Grma - amu. 


What is meant by marketing of services? 
Gema shasUuGSESa LOA Meus) irm? 


What is Tourism Marketing? 
sipar shasulQss rimi ie? 


(a) 


(b) 


(a) 


(b) 


SECTION B — (5 x 5 = 25 marks) 
Answer ALL questions. 


Distinguish and elaborate the difference 
between Goods and services. 
Guigtsd womb Crmasmae DeorWenex 
Caur w Camugsd driga 

Or 


Explain the components of services. 
Grmaulair sagisener Meuh. 


State the reasons for extended marketing 
mix for services. 
Gemasenssren Stig secu EHOSULOS HISD 
samallar snpemmsener GANA ab. 

Or 
Discuss in nutshell foundation of pricing 
objectives. 


AMawoulGsder Gorèsisaf sr sessashoner 
amsor Marg. 
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13. 


14. 


15. 


(a) 


b) 


(a) 


(b) 


(@) 


b) 


Explain the methods of 
segmentation for designing a 
distribution system. 


customer 
service 


Gama AAGU qawwu aiy.clenwtiisipemen 
amgémaurari NNi apenmsencr alors Gs. 


Or 
What are tke components of internal 
marketing programmes? 
2a sHsuu@sgiso Abissi sapasar 
reinan? 


List out and define five dimensions of service 
quality. 


Gama sysEer gis ur lomamnuesenar 
u guð A UDU. 
Or 


Explain the gap model of service quality 
proposed by Mery Jo Bitner. 

Gon Ger Seri are omui 
Gsoasysder widow ers es 


What are the salient features of tourism 
product? 


SONAT 
wrm? 


Gurgisafer qu sbeis 


Or 


What are the d-fferent types of hotels? 
Aipim uda mssi urma? 
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